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Abstract 
This study is designed to identify the organization identification in Malaysian hotels which practised CSR. This 
research seeks to identify the antecedent variables that attribute to the staff turnover among selected green hotels in 
Malaysia.  For a hotel to achieve its goal in the business in the market, each employee must firstly identify and ensure 
what are the responsibilities as being a member in the organization. Their responsibilities do not only focus on their 
job descriptions but their responsibility to their stakeholders including suppliers, community, customers, and the 
environment. 
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1. Introduction 
The study investigates the relationship of Corporate Social Responsibility (which throughout this 
research will be stated as CSR) to organizational identification. CSR may come from various dimensions. 
The dimension of CSR from the study by Turker (2009) had identified five dimensions, which are CSR to 
social, CSR to employees, CSR to customers, CSR to government, and CSR environment.  CSR is one of 
the most important issues nowadays in Malaysia. The Malaysian Prime Minister had announced the 
establishment of a special fund to manage a RM100 million Corporate Social Responsibility (CSR) Fund. 
The Prime Minister also stressed that in implementing CSR activities, it was important that the Malaysian 
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captains of industry not view it purely from a quantitative aspect, but consider the qualitative aspects as 
well. 
1.1. Research objective 
To examine the variables of antecedents, outcome and control associated with staff turnover in 
selected hotels in Malaysia, as well as examining whether these variables contribute positively and/or 
negatively to both the organization and individuals. This paper is written for the purpose of: 
  
 Its application in terms of Corporate Social Responsibility 
 Analyzing the turnover intention among hotel employees, and 
 To recommend for the reduction in turnover intention among hotel employees. 
1.2. Research method 
This paper involves an exploratory study of the antecedents or factors that influence the level of 
employee turnover in Malaysia. In this paper, the author utilizes the analysis and synthesis of related 
literature. Prior to this, steps were taken by observations and attending related seminars and conferences 
to understand further the reasons or variables leading to employee turnover in the hotel industry. The 
literature was mostly from textbooks and journal articles.  
2. Results and findings 
The research will be conducted at selected green hotels that were picked randomly in each of the 
departments in Malaysia. 
2.1. Definition of corporate social responsibility 
Corporate social responsibility (CSR) has been defined as activities that protect and improve both the 
welfare of society as a whole, and the interest of the organization (Davis & Blomstrom, 1975). Other 
definitions have been put forward (Maignan & Ralston, 2002; Michael, 2003), but the general concept is 
consistent. 
For the last few years, there has been a great deal of work on the external impact of CSR, but it is also 
important to understand the internal impact of CSR. However, the concept of CSR in Taiwan is still in its 
infancy. Will there be any positive influence on employees if companies take up CSR? We investigated 
CSR effects from this point of view. 
There is a lot of news about some enterprises holding charitable activities or supporting welfare 
foundations. In fact, CSR has been considered an efficient management strategy (Baron, 2003), and is a 
crucial factor in the enterprise's success. The practice of CSR is an investment in the company's future, so 
it must be planned specifically, supervised carefully, and evaluated regularly. From an outside perspective 
of companies, it is widely recognized and offered, and positive relationships are made with the 
government (McWilliams & Siegel, 2000; Trevino & Nelson, 2004). From an inside perspective of 
companies, a good reputation is necessary to attract, retain, and motivate quality employees. 
In light of CSR, significant strands of research have investigated whether there are financial payoffs to 
increased social responsiveness (McWilliams & Siegel, 2001; Orlitzky et al., 2003), the influence of 
perceptions concerning corporate social responsiveness on customers (Romm, 1994; Smith, 1994), and 
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the attractiveness of social performance to investors (Graves & Waddock, 1994; Johnson & Greening, 
1999). 
identification. Research shows that employees with stronger organizational identities tend to be more 
satisfied with their jobs, involved in their jobs, and committed to their organization (Riketta, 2005). They 
also tend to have better work attendance, and stronger intentions to remain employed in the organization 
(Riketta, 2005). Organizational identification is associated with less employee turnover, as employees are 
more psychologically attached to their organization (Mael & Ashforth, 1995). 
2.2. Definition of organizational identification 
It is the sense of oneness individuals have with an organization and the degree to which individuals 
define themselves as organization members (Dutton, Dukerich & Harquail 1994). A more recent, basic 
definition by Kreiner and Ashforth (2004) was that 
particular organization to define herself/himself, nevertheless, one may also use attributes opposed to the 
attribut  
2.3. Corporate social responsibility and performance 
Corporate Social Responsibility can be defined as the continuing commitment by business to behave 
ethically and contribute to economic development while improving the quality of life of the workforce 
and their families, as well as of that of the local community and society at large. It's about responsible 
production processes, socially responsible employee relations, community involvement, and 
sustainability. It's about doing things right. According to Visser, Matten, Pohl, & Tolhurst (2007, p 123) 
issues such as philanthropy, diversity, socially responsible investing, human rights, business ethics, 
environment, workplace issues, sustainability, corporate governance,  
2.4. Application of corporate social responsibility in the tourism industry 
The tourism industry has become the next most important industry in every country in the world. It has 
essential value, both in creating job opportunities and earning foreign exchange. The tourism industry 
depends strongly on the economic growth in international tourism.  When economies grow, levels of 
disposable income will usually also increase. A relatively large part of discretionary income will typically 
be spent on tourism, particularly in the case of emerging economies (World Tourism Organization, 2007). 
In recent years, researchers have become increasingly interested in the tourist experience.  The last two 
decades have seen growing significance in exploring how travelers feel while undergoing their leisure 
practices (Shen and Liu, 2011).  
The tourism industry has experienced a rapid growth and gained in importance in the Gross Domestic 
Product (GDP); when foreign tourists spend money on domestically produced goods, economic impacts 
of the industry will be in generating earnings and government revenues through commodity taxes and 
employment categories through the inter-industrial linkages. Currently, the country is experiencing a 
geographical shift in foreign tourist arrivals as a result of recent global events (Bashir et al., 2011).   
With the economic growth, more Malaysians have higher disposable income to spend on leisure and 
travel.  Tourism demand depends strongly on the economic growth in international tourism.   
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As a thriving hub in Asia for businessmen and holidaymakers alike, the Malaysian hotel industry could 
maintain its competitive edge by partaking of responsibilities on the sustainable development of the 
industry. While CSR could be a key driver for such purposes (Garay and Font, 2011), one critical 
constituent in CSR implementation and efforts is employees, who are not only important assets of the 
hotel industry, but also the ones who have a direct influence on the performance of their hotels (Tsang 
and Cheng, 2012). Unfortunately, the views of employees in the context of CSR are often neglected. The 
key challenge for companies is that CSR is merely identified as a program, instead of being transformed 
into an integral part of the com  
Kandampully (2000) defined tourism, as it is composite in nature, as a unique product, an amalgam of 
the tangible and intangible that includes everything that tourists want to experience. Tourism has become 
an integral component of lifestyles, and it has also become a major component of the economic prosperity 
of almost all countries. Overall, the tourism and hotel industry in Malaysia showed an upward trend until 
the onset of the financial crisis in 1997, the SARS epidemic and the US-Iraq war in 2003. During the 
1980s, the Tourist Development Corporation had engaged in publicity campaigns both locally and abroad 
to entice tourists to the country. By 1990, with the launching of the 
tourism industry had become the third largest source of income for foreign exchange. This was due to the 
development of new tourism products as well as improved promotion and marketing efforts. Ever since 
1995, tourism earning has surpassed the target for the year 2000 of Ringgit Malaysia (RM) 8.36 billion in 
the National Tourism Plan. The tourism earnings amounting to RM24.22 billion were recorded in 2001 
and the tourist receipts increased to RM 25.78 billion in 2002 (Malaysia Tourism Promotion Board, 
2003). 
To spur growth in the tourism industry, investments approved for hotel and tourism-related projects 
has been increased more than three-fold from RM8.801 billion during the Sixth Malaysian Plan period to 
RM18.2 billion during the Seventh Malaysia Plan period. In terms of development allocation for tourism, 
it has increased from RM605.5 million in the Seventh Malaysia Plan to RM1.009 million in the Eighth 
Malaysia Plan (Economic Planning Unit, 2001). The expansion of the tourism industry, through its 
linkages, has contributed to growth in other related activities, particularly food and beverage, 
accommodation, entertainment and shopping. 
Some Malaysian hotels have implemented several activities that are related to their customers, 
employees, society and environment. The activities are Sports Day, Long Term Service Award, Employee 
dialogues, Employee Assembly, Wellness programs, Team Building, and more. By implementing these 
kinds of activities, does the management recognize the impact of the activities towards the five 
dimensions stated by Duygu Turker in 2009? 
Most socially responsible investing has been primarily concerned with environmental and health 
issues; however, it is increasingly focusing on the human resource management (HRM) reputation of 
corporations (Van de Velde, Vermeir & Corten, 2005). According to Svensin and Wood (2005) the 
workforce is the most valuable asset of a company.  
2.5. Corporate social responsibility and business strategy  
Corporate Social Responsibility (CSR) is both a high profile notion that the business world perceives 
as strategic (Economist, 2008; Porter & Kramer, 2006) and a prominent concept in academia (Lockett, 
Moon & Visser, 2006; Margolis & Walsh, 2003; Walsh, Weber & Margolis, 2003). The diffusion of 
corporate CSR practices is driven by pressure groups (Brammer & Millington, 2003), and emerging 
 such as Socially Responsible Investment  that create effective, if limited, 
commercial pressure to adopt CSR policies, and constitute a growing CSR industry (Vogel, 2005). 
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A recent global survey of 1,122 corporate executives suggests that CEOs perceived that businesses 
benefit from CSR because it increases attractiveness to potential and existing employees (Economist, 
2008: 13). A French poll on CSR indicated that employees were seen as the most important stakeholder 
group toward whom corporations have to exercise their social responsibility (Humière & Chauveau, 
2001: 183-193). In 2005, the UK Department of Trade and Industry (DTI) launched a CSR competency 
framework  (www.csracademy.org.uk). This framework 
supports human resource managers  efforts to enhance employees  adoption of socially responsible 
behavior (Redington, 2005). This evidence suggests that employees are centrally important in deploying 
CSR strategies. 
In spite of wide dissemination, its cross-disciplinary nature (Lockett et al., 2006) and potential 
(OB) and Human Resource Management (HRM) researchers have under-investigated CSR (Aguilera, 
Rupp, Williams & Ganapathy, 2007; Rupp, Gananpathy, Aguilera & Williams, 2006). Although some 
studies of CSR adopted an organizational behavior perspective (Albinger & Freeman, 2000; Greening & 
Turban, 2000), they mainly focused on how CSR impacted prospective employees, and increased 
corporate attractiveness. This research supports the idea that CSR positively affects corporate 
attractiveness, but says little about how CSR actually influences employees. The few empirical studies 
investigating the internal impact of CSR on employees tend to focus on specific dimensions of 
organizational commitment (Brammer et al., 2007; Maignan & Ferrell, 2001a; Peterson, 2004). Because 
of its multidimensional nature (Husted, 2000; Wood, 1991), CSR can influence a wide range of 
organizational attitudes and behaviors beyond organizational commitment. Aguilera et al. (2007) and 
Rupp et al. (2006) suggested that CSR can frame employees  perceptions of organizational justice, and 
Swaen and Maignan (2003) and Swanson and Niehoff (2001) suggested that CSR can affect 
Organizational Citizenship Behavior (OCB). This points to a lack of theoretical consolidation and 
synthesis on how and why CSR impacts on employees  attitudes and behavior, which can be explained by 
the limited empirical evidence available. 
2.6. Social identity theory  
A review of the literature reveals that Social Identity Theory (Tajfel, 1974) provides an explanation for 
people tend to describe their self descriptions in a social context, and classify themselves and others into 
different social categories. A person has a repertoire of memberships in different social categories 
consisting of nationality, political affiliation, sports teams, or similar groups (Hogg et al., 1995). Social 
-image, which is derived from the categories to which 
that individual perceives himself or herself to belong (Hewstone and Jaspars, 1984). Therefore, every 
membership in different socia
as a member of that group. 
2.7. Tourism industry in Malaysia 
The tourism industry has limited knowledge, or is largely unaware of the consumer behavior 
associated with the consumption of products and services related to the tourism industry (Luis et al, 
2011). Yet consumers are using intangible experiences because they offer considerable scope for the 
creative expression of donor-recipient relationships.  Tourism relating to hotel restaurants is an area that 
has not been the object of much academic research, despite its economic and managerial importance. 
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The outcomes of this research can advance the body of knowledge of experience and experiential 
marketing, as a tool to modernize the hospitality industry. These outcomes will also benefit both 
managers and customers. Results will help managers improve their understanding of customer 
experiences and further develop effective marketing strategies, as well as allowing for managers and 
businesses to better realize what experiences customers actually desire. Businesses can stage 
environments Hospitality managers 
can use the outcome of this study to gain in-depth understanding of customer experiences, develop 
effective marketing strategies, and further stage the operational environment that can maximize 
customers  
Income receipts from tourists are a vital source of income for Malaysia and have directed the 
Malaysian economy to higher levels of growth. It is amazing how the hotel industry can generate such a 
major amount of profit for the country. Hence, there will be suggestions made to improve the hotel 
services, and outline factors that manage to provide specific services that encourage customers to repeat 
purchases.  The results of this study can help restaurant managers to develop more effective and efficient 
strategies for ensuring trust, thus resulting in higher levels of customer retention and profits.  
It is affirmative for every hotel or organization that turnover contributes to significant losses in terms 
of cost of further recruitment and training. These are major concerns of any organization, economically. 
Also, labor-intensive employees are part of the hospitality product (Mobley, 1982, Ahmad Rasmi and 
Ahmad Puad, 2013).  
 This study considers service delivery in the context of corporate social responsibility. Also, this study 
contributes to the management literature by shedding light on hotel employment for evaluating services in 
green hotels.   
2.7.1. Labour turnover in the hotel industry  
To accommodate the rising number of tourist arrivals in Malaysia, the government encouraged the 
building of various types and sizes of lodging facilities. As the lodging sector grew, so did the hotel 
industry. Since 1990, hotels have been mushrooming all over Malaysia, increasing the number of rooms 
available for travelers' stays. As the hotels grew, the manpower demand for employment in the hotels 
grew alongside. As hotel business is intensely service-oriented, the nature of the business is extremely 
people-intensive, in that all hotels need a lot of staff to operate a hotel smoothly. The productivity, cost 
savings via minimization of disruptions to work processes, organizational harmony and climate stability, 
and overall employee satisfaction and loyalty buildup are important factors to consider. 
The unfortunate scenario in Malaysia is that the hotel industry has been facing a near acute shortage of 
manpower in all skill levels since 1993 (ASCOT, 1990), and the same scenario was mentioned in a study 
by Sharin, Khulida and Faizuniah, (2011).  The staff shortage is further aggravated by staff turnover 
amongst the existing work force in hotels. To what extent does perception toward Corporate Social 
? 
The issue is that hotels keep losing skilful employees, while training employees is time-consuming. 
Thus various researchers have investigated this issue from many different angles, and identified the 
strategies to overcome this problem (Fernando, 2005; and Shahrin, 2010). However, research linking CSR 
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2.8. Design of a Green hotel 
The design of a green hotel has the following features: 
 A green hotel is subordinate to the ecosystem, and cultural contexts respect the natural and cultural 
resources of the site, and absolutely minimize the impacts of any development 
 It reinforces/exemplifies the appropriate environmental responsiveness 
 It educates visitors/users about the resources and appropriate built responses to that environment. 
 It interprets how development works within natural systems to effect resource protection and human 
comfort, and how to foster less consumptive lifestyles 
 It uses the resource as the primary experience of the site and as the primary design determinant 
 It enhances appreciation of natural environment and encourages/establishes rules of conduct 
 It develops an entrance into a special natural or cultural environment that emulates the respectful 
practice of removing shoes before entering a Japanese home . . . leaving cars and consumptive values 
behind 
 It uses the simplest technology appropriate to the functional need, and incorporates passive energy-
conserving strategies that are responsive to the local climate 
 It uses renewable indigenous building materials to the greatest extent possible 
 It avoids the use of energy-intensive systems, environmentally-damaging programs, and waste-
producing, and/or hazardous materials 
 Uses a cradle-to-grave analysis in decision-making for materials and construction techniques 
 Strives for "smaller is better" . . . optimizing use and flexibility of spaces so that overall building size 
and the resources necessary for construction and operation are minimized 
 Considers "constructability" . . . striving for minimal environmental disruption, resource consumption, 
and material waste, and identifying opportunities for reuse/recycling of construction debris 
 Provides equal access to the full spectrum of people with physical and sensory impairments, while 
minimizing impacts on natural and cultural resources, where materials and components chosen can be 
easily reused or recycled 
 Easier for the occupants/operators to recycle wastes 
2.9. Corporate social responsibility and organizational identification 
A review of the literature reveals that Social Identity Theory (Tajfel, 1974) provides an explanation for 
the 
people tend to describe their self-descriptions in a social context, and classify themselves and others into 
different social categories. A person has a repertoire of memberships in different social categories 
consisting of nationality, political affiliation, sports teams, or similar groups (Hogg et al., 1995). Social 
-image that are derived from the categories to which 
that individual perceives himself or herself to belong (Hewstone and Jaspars, 1984). Therefore, every 
as a member of that group. 
2.10. Factors affecting employee turnover in Malaysian green hotels 
Among the factors identified by authors in relation to employee retention include: 
 Management concern on environmental issues  both within and outside the organization. 
 Intrinsic motivation - employees are rewarded promptly when they show improved performance 
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 Employees being encouraged to share ideas and develop creativity - companies that employees prefer 
to identify with are those that encourage innovative and creative ideas.  
 Supervisory support - it is essential for supervisors and management to support their employees and 
provide training where required   (Lewis, 2004; Seo, 2004, and Karatepe, 2006).  
3.  Recommendations 
To overcome the problem of employee turnover in hotels, the following recommendations are 
suggested: 
 Recommendations for emotional exhaustion - the hotels can increase the affective commitment in the 
future. This is important to overcome, as emotional exhaustion will prevent employees from delivering 
good quality services.  
 Reduction of uncertainty - the employees experience stress because they are uncertain about how to 
perform their assigned task, or how to deal with conflicting goals or expectations. The way to reduce 
uncertainty in hotels is by allowing the employees to participate in decision-making that improves 
them, and communication should be good among employees and the managers. 
 Recommendations for intrinsic motivation - creative ideas could be encouraged to motivate 
employees, as this has been found to have a significant influence on employee retention.     
4. Future of green hotels 
Green hotels that practice corporate social responsibility have the potential to develop, as there is 
increasing demand for hotels and companies that show concern towards the environment. 
5. Conclusions 
Around the globe, companies make social responsibility an essential part of their business strategies. 
While growing numbers of researchers have considered the positive impact of CSR on customers, very 
little attention has been given specifically to the perspective of employees and the impact of CSR on 
employees. There are some studies about the positive impact of CSR: increasing income of companies 
 of the company good. Outside the company, it is widely recognized 
that CSR can increase investor interest, customer purchases of products, and positive relationships with 
the government, but there are little studies about the effect inside the enterprises. The findings may also 
help human resource policy makers to better understand the causes of turnover, and to determine whether 
appropriate actions are being taken to control turnover. Also, negative outcomes of turnover can give 
better insights to hotels when formulating recruitment policy. It is affirmative for every hotel or 
organization that turnover contributes to significant losses in terms of the cost of further recruitment and 
training.  
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